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McDowell to serve
as Acting President
The Maine Medical Center and Maine
Medical Center Foundation Boards of Trustees have appointed Donald L. McDowell as
Acting President of the Maine Medical Center
Foundation, Maine Medical Center, and of the
subsidiary and affiliate corporations on which
the President serves. The trustees took the
action at a special meeting Tuesday, September 4, following the resignation of William
B. Deal, M.D., the previous Friday.
The trustees also authorized the appointment of a search committee to undertake the
search for a permanent President, and a
committee to study the overall governance
structure and interrelationships of Maine

Medical Center and the Maine Medical Center
Foundation.
McDowell has been Executive Vice
President and Treasurer at Maine Medical
Center since 1980. In accepting the assignment to provide interim leadership, he made
it clear that he did not want to be a candidate
for the permanent position. As for serving in
the interim role, he says he looks forward to
the challenge.
"These are critical times for healthcare,"
he says, "and Maine Medical Center needs to
maintain its position of leadership in the
state. With a lot of help from the Board of
Trustees, the medical staff, and the employees of Maine Medical Center, we will continue
to move forward. The Board clearly stated it
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New director for
Volunteer Services

Medical Records Services
Director named

Sandra Adams
Cranford joined Maine
Medical Center on
September 10 as
Director of Volunteer
Services. She replaces
Audrey Gough who
retired in July after ten
years of service in that
position.
Cranford comes to MMC from Worcester,
Massachusetts, where she was Director of
Volunteers at the Medical Center of Central
Massachusetts which was formed in the
merger of Worcester Memorial Hospital,
Worcester Hahnemann Hospital, and Holden
Hospital. She was Director of Volunteers at
Worcester Memorial Hospital prior to the

Jennifer Lohnes,
RRA, has been appointed Director of
Medical Records Services at Maine Medical
Center.
Lohnes received a
Bachelor of Science in
Health Record Administration from Eastern
Kentucky University in Richmond in 1983.
Most recently, Lohnes was Manager of the
Medical Record Department at Mercy Hospital in Portland.
While at Mercy Hospital, Lohnes served
as a member of the AMHI Consortium and
the Transcription Training Task Force for
Southern Maine.
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Perform miracles. Give to United Way.
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You are invited to
a Coffee
to welcome
Jim Mitchell
Vice President, Human Resources
Monday, September 17
9-1 0:00 AM
in the Lobby
Dana Health Education Center
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The new director has worked as a private
consultant with health maintenance organizations, children's hospitals, the Department of
Defense, and others in records management
and computerization implementations. She
was Director of the Medical Record Department at Virginia Beach General Hospital in
Virginia and Director of Health Information
Services at Baptist Hospital Southeast in
Corbin, Kentucky.
Lohnes replaces Mary Ellen Mahoney,
who moved to Toledo, Ohio, in May to pursue other endeavors.
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merging.
Cranford was instrumental in the development of the Lifeline Emergency Response
Network in Worcester. This program, which
serves the particular needs of senior citizens ,
has been modeled throughout the United
States. She also oversaw an expanded Emergency Room Volunteer Program in Worcester.
A graduate of Bucknell University with a
degree in Music Education, Volunteer Services' new director taught in elementary
school systems and worked for many years
with piano students and choirs.
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Give your heart a check on
September 13
Do you know what shape your heart is
in? To find out, stop by One City Center for
CountDown USA: The National Heart Check.
We'll check your blood pressure and cholesterollevel, absulutely free.
This day-long event is sponsored by
Maine Medical Center, 6Alive!, and the Bay
Club, because your heart and your health are
important.
You'll get your results right away, and
we'll tell you what they mean. We can help
with information about lifestyle changes, and
if your results indicate a need for further
evaluation, we'll suggest that you see your
doctor.
Take advantage of this opportunity. Our
professionals will be waiting for you in the
Food Court at One City Center, Thursday,
September 13,8:00 AM to 4:30 PM.
CountDown USA. You owe it to yourself
to check it out.

The Maine Cytometry Research
Institute
Board of Trustees
cordially invites you to an
Open House
Wednesday, September 26
4:30-6:00 PM
125 John Roberts Road
Suite #8
South Portland
761-9090

Contest entrants focused on
winning subjects
Over 150 Maine Medical Center employees entered the Tenth Annual Employee
Photo Contest, sponsored by the Public
Information Office.
Our judges chose winners from four
categories: People, 45 entries; Animals, 17
entries; Scenic, 70 entries; and Open, 34
entries.
In the Scenic category, Deborah Griffin
won first prize. Susan Porth took second, and
Pam Rainey was awarded third place. Pets

THE PHOTO CONTEST judges made a careful
study of the entries: from left, Larry Gorton,
Audio/Visual Services Photo Services Coordinator,
Don Johnson, Don Johnson Photography, and Tom
Hillman, Thomas Hillman Design. A/V Photo.
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did not want the interim President to be a
'caretaker,' and we will continue work on the
myriad of important projects in the works."
Chairman of the Board of Trustees
Merton G. Henry, Esq., will appoint a search
committee for a new President soon, beginning a process that could take six to nine
months. "The Board unanimously expressed
its complete faith and confidence in the
hospital's administration and medical staff,"
he says. "We are confident that the solid
administrative team now in place, with Don
McDowell at its head, will provide the leadership and stability needed until our search is
successful. "

and other animals are wonderful photo subjects. Connie Frech took first prize with her
picture in this category. Perry McCourtney
came away with second prize, while Deborah
Griffin won third prize.
People are always funny, poignant,
intriguing, and irresistible when there's a
camera around. This was evident in the
photos entered. Christine Jacobs' picture was
the judges' favorite for first place. Susan
Porth came next. Steve Mizerak took third
prize. All the categories are full of surprizes;
the Open category has its share. Jana Lynch
merited first prize. Allen Wicken took second,
and Louise Desjardins won third prize.
In the People's Choice Awards, these
were the favorites: Pam Rainey, Scenic; Perry
McCourtney, Animals; Pam Rainey, People;
and Luann Martin, Open. One voter noted on
the ballot: "You have a very nice hospital.
(The contest) makes a great first impression!"
Thank you to all who participated in this
year's contest: the entrants, the Audio/Visual
Department, the judges, and Terry McGarvey, Public Information. The photographs
entered in the contest were all stunning.
However, they'd look better on the entrants'
walls than ours! Photographs may be retrieved from the Public Information Office
between the hours of 8:30 AM and 4:00 PM.
r

The next
Healthviews,
Maine Medical Center's
healthcare discussion
television program,
will be
September 2,
8:00 PM,
on Public Cable Channel 37.
The program is moderated by
Donald Nicoll. It will be rebroadcast the following Saturday,
Sunday, and Monday at 2:00 and
8:00 PM, and Tuesday, Wednesday,
and Thursday at 10:00 AM.

CONNECTIONS: MAINE MEDICAL CENTER EMPLOYEE INFORMATION EXCHANGE

Employment rights for
military reservists
The call-up of military reservists resulting from recent events in the Persian Gulf has
raised questions about reservists' re-employment rights and benefits. Here are some of
the most common questions.
Will Maine Medical Center hold jobs
open for reservists who go on active duty?
Federal law requires that a reservist returning
from active duty be offered a job at the same
pay, rank and seniority as he or she would
have reached if the military leave had not occurred. However, MMC may, at least temporarily, fill vacancies left by reservists going on
active duty as long as an opening is made
available when the reservist is ready to return.
How long do re-employment rights last?
At least four years, and maybe longer if
required service is extended because of
military emergency.
Will MMC pay reservists while they are
on active duty? No, reservists on active duty
are on the military payroll. Reservists attend-

CUSTOMER RELATIONS

Telephones set the tone
An increasing number of MMC departments are considering how they can develop
better ways to respond to their "customers".
Telephone techniques, ranging from the allimportant basics of how to greet a caller to
the skills of handling complex problems or
complaints, are a major topic in these discussions. Negotiation skills, trouble-shooting of
systems and procedures, even use of available work space are among the many other
facets of customer relations.
Since many customer interactions start
with a telephone call, this series of articles
will start there, too. Subsequent issues will
explore other ways that customer interactions
happen, why they count, and how they can
be handled effectively.
The telephone rings. Do you:

ing routine peacetime training for up to two
weeks can request MMC to make up any
difference between their reserve pay and their
MMC wages. This compensation for differing
pay will not be available to reservists called
to active duty.
Do employers have insurance responsibility for reservists who are called up? No,
government insurance for soldiers and their
dependents is provided. However, MMC will
provide individual and dependent health and
dental insurance at the regular employee rate
for up to six months.
Will paid leave accruals continue for
reservists on active duty? No, accruals of
holiday, vacation, and sick leave will be
frozen at the time the reservist goes on active
duty, to be picked up when the individual
returns.
This is, of course, a very general summary of far more detailed information and
legalities. If you need more specific information about how MMC would respond if an
employee were required to go on active
military duty, ask your supervisor or call the
Human Resources Department, ext. 2106.

o let it ring several times while completing
the task you are working on?
o answer it immediately (after one or two
rings) in a tone of voice that lets the caller
know you are very busy?
o respond by stating the name of your department or unit (and no more?)
o answer, in your best imitation of a speech
compressor, rattling off your name and
department with lightning speed?
Any of these openings can be enough to
tempt the caller to hang up or at least generate testiness or tension in the exchange that
follows. The result? The caller is less than
fully satisfied with his or her interaction with
your department. You (if you have actually
identified yourself) develop a reputation for
being nasty or difficult to deal with. And you
probably go back to work feeling sour, putupon, and unappreciated by your fellow man.
The consensus among MMC employees
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involved in customer relations efforts is this:
telephone contacts make a big difference. An
entire department's reputation for service
rides on the first impressions gained through
telephone contact.
Here are some of the specific ideas
gaining acceptance among MMC staff:
• Take the extra seconds to tell the caller
who you are and where you work. Depending
on the type of phone coverage you provide,
you may present this information more or
less formally. "R-4, Joan speaking" may be
fine in some situations; others may call for
"Environmental Services Department, Mrs.
Phillips speaking, may I help you?"
• Convey interest and attention. Adding "May
I help you?" or the equivalent goes a long
way. But even simpler things also convey
warmth: slowing your rate of speech, a deep
breath as you answer the phone, a smile as
you speak, and speaking from your chest
rather than your nose or throat.
• Get the caller's name and use it, especially
if you have an exchange of some length. Use
your judgment about whether to use first
names or Mr./Mrs./Ms./Dr.
• Accept responsibility for addressing the
caller's need. That may be as simple as
transferring the call, taking a message, or
offering the information requested. If more is
needed, do your best to respond or see to it
that someone else has the information they
need to do so. "That's not my job" doesn't
cover it. "I can't give you that information,
but I'll ask __ to call you if you will tell me
when and where you can be reached" works
fine.
• Whatever your response, don't end the
conversation until you are reasonably sure
the caller is satisfied. Listen and, if there's
any doubt, ask to determine if the caller
accepts the help you have provided. If the
caller sounds calm and matter-of-fact, you've
probably done all that is required. Ifthere's
still a tone of irriation or frustration or worry,
it's advisable to probe for more. A quick
summary of what you have agreed to do
helps to tie up loose ends. Sometimes a
direct, reflective response is also needed,

though: "Is there anything else I can help
with?" or "Do you have other questions?"
• Finally, treat every caller with equal courtesy and concern. Coworkers are also customers, just like patients and other people
who deal with MMC from outside the institution. The success you and your department
enjoy is at least as dependent (perhaps
more) on the perceptions your coworkers
form through their contacts with you as on
public perceptions.
On a busy day, when the phone rings for
the tenth time in ten minutes and you are the
only person around and it isn't your job to
cover phones and you know it's just someone in another department calling, why
should you be expected to do all these
things? Because then, of all times, you deserve the lift you'll get from hearing the caller
say "thanks" and knowing that you've been a
help.

ACOA/Codependency
series returns
For those who have missed it in past
years, Stephen Andrew's series on Codependency and Adult Children of Alcoholics will
be offered again this fall. The program will
run on Tuesdays, from 7:00 to 9:00 PM, November 13 through December 11. Each
session will be held in the Noyce Auditorium,
Dana Health Education Center.
Topics covered will include: Codependency and Shame, Codependency in the
Workplace, Codependency and Intimate
Relationships, Codependency and
Spirituality, and Codependency and Recovery.
Stephen Andrew is a consultant trainer
and the Substance Abuse Coordinator for the
Falmouth Public Schools. His humorous,
energetic style has already brought pleasure
and insight to many at MMC interested in
understanding the effects of family experience with alcoholism and similar dysfunctions.

Softball is over,
time for volleyball
Thanks to the energy and commitment of
Tina Tirabassi (SCU) and the coaches and
members of the MMC Softball League, another
successful summer season has passed.
Tirabassi reports that, after two weeks of
single-elimination playoffs, the team in first
place was the Exterminators. The second
place spot went to the Free Radicals. Four
other teams made up the league. Games were
played at the Baxter School for the Deaf on
Mackworth Island.
For those interested in playing volleyball
this winter, take note that a meeting will be
scheduled in early October for coaches and
other volleyball enthusiasts. The time, date,
and location of the planning meeting will be
posted on the open bulletin board outside the
Cafeteria. If you are interested in attending but
don't go by that board, you can also call Tina
Tirabassi, Beeper 947, or Susan Williams, ext.
2824, to get the meeting details.
The emphasis in this year's volleyball
league will be on enjoyable, lighthearted play.
So limber up your serve and practice your
jumps and spikes. MMC volleyball awaits you.

"What's it all About?"
Information Sharing on
Surgical Technology
Dana Education Center, Room 2
Sept. 26,10:30 AM or 7:00 PM
Call 871-2141 for information.

Film series scheduled
The dates for the Mental Health Substance Abuse film series are as follows: September 25, Noon-l :00 PM; September 27, 23:00 PM; October 9, Noon-l :00 PM; October
11, 2-3:00 PM; October 23, Noon-l :00 PM;
October 25,2-3:00 PM; November 6, Noon1:00 PM; and November 8, 2-3:00 PM.
The order of the films has not yet been
arranged. For the schedule of films and
viewing locations, check the Human Resources bulletin board outside the Cafeteria
during the month of September or see your
Department Head for more information.
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Do the Unbelievable.
Maine Medical Center's Pacesetter
campaign gets underway this
week. Help make a miracle
happen. Give to United Way.

Volunteers needed for study
Healthy adults, aged 50 to 70, are
needed to undergo a routine hormone stimulation test in the Division of Endocrinology.
Volunteers will be paid $40.00. If you are
interested, call Dr. Bing-You, ext. 2804 or
beeper #351, between 8-10:00 AM or 3-4:30
PM.

THE FIRST United Way "Pin Week" winners were
drawn September 4 by Associate Vice President
for Patient Services Karen Fletcher, who was
assisted by Jean Johnson, Chaplaincy. A/V Photo.
r

Caring for Each Other:
A program for the caregiver
Hospital, hospice, religious,
support group, counseling, social
work, agency, and other caregivers
welcome.
Saturday, October 6
9:00 AM-3:00 PM
Dana Education Center Auditorium
Registration deadline is October 1;
contact Connie Korda for more
information, 871-4226.

In order to ensure that everyone has an opportunity to
use the "Marketplace," ads may be placed once onLy.
Repeats will be allowed only on a space available basis.

FOR SALE
Bundy clarinet, 6 years old, pads replaced. $150 or BO.
Call 773-6594.
1988 CR250R 4 Trax, 4-wheeler. $1,875 or BO; 1982 Z28, good cond., runs good, $2,295 or BO. Call 926-4895
after 5:30 PM.
1987 Subaru hatchback, 4 WD, AM/FM stereo, roof rack,
73 K miles. Asking $4,000. Call 772-3077.
1987 17 1/2' travel trailer. Self-contained w/awninq.
Asking $6,500. Call 892-8868.
LR furniture, humidifier. Call 839-4585 after 4 PM.
1983 Lynx L 4 dr. wagon. Auto., PS, PB, luggage rack,
67 K mi. Book value SI,900. Call 878-3405 after 4 PM.
Antique oak bureau w/rnirror, paid $275, asking $190 or
BO. Call 854-1749.
3 Ram Golden Girls clubs. 1, 3, and 5. Good condition.
$25. Call x2758.
Bar with 4 stools. Call 772-6741 after 6 PM.
1970 Chevy 4x4 1/2 ton, 327 V-8 w/plow to fit. 1968
GMC 2 wheel drive 350 V-8. Parts truck. 1981 Yamaha
Maxim 650 w/full fairing. $1,100. Call 839-4669 after 4
PM or on weekends.
2 RCA VCR's w/rernote, autoprogramming. Both 1 year
old, 1 w/stereo sound. $200 each. DP weight bench w/
leg lift. 1,500 lb. capacity. $70. Call 839-4669.
Bondwell laptop computer; IBM compatible, 640K, two 3
1/2" drives, and software. Will trade for a MAC SE computer. Call 871-2815.
Fairly new Sega game system, includes 3-D glasses, gun,
paddles, 3 games. Call 284-8061 or 284-8998.
3 BR Portland home near Deering High. 2 miles from
MMC. Vinyl siding, new roof, much storage, garage.
$117,500. Call owner at 773-9766 for appointment.
1985 Ford Tempo, sunroof, stereo, 5 speed, 2 dr., great
gas mileage, $2,495. 1983 T-Bird, auto, V6, red, $2,495.
Call 284-2135.

FOR RENT
Scarborough beach, winter rental. Furnished house, no
smoking, or pets. $300/mo. + utils. Call 883-4959.
Small 2 BR South Portland apt. Unheated. Parking. $500/
mo. Call 772-8099.
3 BR Cape Eliz. house, center of town/schools. Yard. No
pets. $750/mo. plus utils. and sec. dep. Call 799-7576.
4/5 BR Cape Eliz. home. 4 years old. Pets ok. $1,500/
mo. + utils. Will consider short-term. Call 799-2494.
Furnished 2 BR North Deering home on busline. Parking,
WID, applianced kitchen, cable TV. $850/mo. + refs.,
sec. dep. and elec. Call 878-8560.
2 BR apt. within walking distance of MMC and USM.
Parking, storage, hardwood floor, laundry. $545/mo. +
utils. Call 774-5511.
2 BR apt. near MMC and USM. Applianced kitchen,
security system. $450/mo. + refs., sec. dep., and utils.
Call 774-9480.

4 BR, 1 1/2 baths, condo, Back Bay area. Near schools,
shopping. Private rear deck. $91,900. Call 773-6034.
Ptld apt. 3 rooms, bath. 3rd floor, quiet building, parking,
$350/mo. + sec. dep. Near MMC. Call 799-5990.
9 room, 3-4 BR house, near Eastern Prom. Easy to heat,
WID, piano in office, tiny yard. $625/mo. Call 774-9004.
3-4 BR on Congress Street, parking, newly remodeled,
$675 heated. Call 854-5742 or 774-6634.
2 BR apt. on Neal Street. 2 blocks from MMC. Laundry on
premises, other amenities. $675/mo. heated. No dogs.
Avail. 10/1. Call 774-4732.
2 BR, 2 baths condo, partly furnished, on beach, security,
indoor heated pool and jacuzzi, storage, parking. Avail.
9/15 to 6/1. $825/mo. + utils. Call 934-0987.
2 room efficiency in Cape Elizabeth home. $400/mo. +
1/3 oil heat and elec. Call 799-4462.
Saco, Ferry Beach, 2 BR furnished, $380/mo. + utils., 1
mo. sec. dep. No pets. Call 508-453-0470 after 5 PM.
1-2 BR apt. Modern kitchen, refrig. and stove. 1 1/2
baths .. Storage, hardwood floors. 2nd floor. Garage. No
pets. Near Law school and USM. Call 773-4976.
1 BR efficiency apt., Cape Eliz., walk to beach. 3 mi. to
MMC. Non-smoker. $395/mo. includes all utils. and
parking. Refs. requested. Call 767-3029.
Quimby Pond camp, Rangeley. Sleeps 2, large master
BR and loft, bath. Fully applianced kitchen. Canoe avail.
$75/daily, $425/wk. with housekeeping. Call 865-4672.

ROOMMATE WANTED
Yarmouth condo, master BR w/bath, study. 20 min. to
MMC. Non-smoker. $325/mo. + 1/3 elec. Call 846-1008.
To share 2 BR apt. at new Back Bay Towers on Cumberland Ave. Call 642-3245.
Non-smoking F to share home. 1 BR, separate bath,
share kitchen, W/D, parking, tennis courts. Rent includes
all utils. Call 799-3033.
To share 2 BR apt w/o male. $325/mo. Heated. Corner
Vaughan and Brackett Street. Call 879-0372.

WANTED
Homes or offices to clean, weekly, bi-weekly or monthly.
Call 767-0903.
Homes to paint. Interior or exterior. Quality work at
reasonable prices. Call 797-9867.
Home improvement work, interior, exterior. Free estimates. Call 829-3375.
To purchase Barbie doll Pink Stamp Club stamps. Call
883-2730.
OOB car pool to MMC. 3-11 PM shift. Sat. - Weds. Call
493-4599.
Homes for spayed Himalayan. Approx. 3 yrs. old. Call
773-4217, days.

CHILD CARE
Experienced early childhood educator has limited
openings. Infant - school age welcome. Lunch and
snacks provided. Located near Skillin School and Maine
Mall. Call 773-7527.
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Current Topics for Healthcare
Professionals:
An Interdisciplinary Lecture Series
Cancer: Locating It, Diagnosing It,
Following It
Debbie Mathews, RTR
Radiology
Gloria Marchilli, MSB, CT(ASCP),
CLSuv(NCA)
Pathology and Laboratory Medicine
Rhonda Thompson, BS, MT(ASCP)
Cancer Registry
Moderated by:
Barry Corriveau, MEd, MT(ASCP)
Pathology and Laboratory Medicine
Tuesday, September 18, Noon-1 :00 PM
Dana Health Education Center
Classroom 7
All those interested are invited to attend.

What's Happening is published every other
Wednesday at Maine Medical Center for
members of the hospital community and for
friends of the institution throughout Maine and
northern New England. Comments, questions,
and suggestions may be addressed to the
Office of Public Information, MMC,
22 Bramhall Street, Portland, Maine 04102.
(207) 871-2196. Editor: Wayne L. Clark.

NEW EMPLOYEES
NURSING: Laura Hill, Heather Howard,
Dorothea Cehak, John Franklin, James Given,
Susanne Gowen, Cynthia Gregory, Carol
Hofsacs
FOOD SERVICE: Joanne Salatino, Steven
Dubowik, Irma Alarcon, Lisa Martin
ENVIRONMENTAL
Louis Alexander
RADIOLOGY:

Cheryl Dill,

Susan Nutter

RADIATION THERAPY: Michele Caron,
Gayle Eastman, Kirsten Kritzer, Leslie Porter
CARDIAC SURGERY:
SWITCHBOARD:
PHARMACY:

MMC's Coffee Shop announces an exhibit
of pastels by Phyllis Wolf Wilkins, now
through September 28.

SERVICES:

Anne Sheffield

Eva Kendall

Susan Maxwell

MATERIEL MANAGEMENT:

Charles Moody

EMERGENCY DEPARTMENT:
OB/GYN:

Leslie Phillips

Debra Pyle

CENTRAL SERVICES:

Patricia Roy

MRI: Delia Sloan

Careers in Physical Therapy
Thursday, October 4,7:30-9:00 PM
Dana Education Center Auditorium
A career seminar open to parents, high
school students, and others.
Presented by the Physical Therapy Division
Department of Rehabilitation Medicine

BUILDINGS

s GROUNDS:

Mitchell Stimson

Safety Snippet
Dispose of old or unused
medicines properly. Keep
the Poison Control Center
number near the phone:

About People
• Nancy Sturdevant, RN, R3 Head Nurse, will assume these responsibilities for P3A, managing both Units until a permanent Head
Nurse replaces Nancy Noyes, who is leaving MMC.
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